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VISION AUSTRALIA

Brief report on the meeting of the Client Representative Council (CRC) held in Kooyong on Saturday 22nd May 2010.
Matters discussed at the meeting included:

1. New Members
John Keep has joined the CRC as representative for Regional Client Committee (RCC) 4 following the appointment of Stephen Belbin as Chair of the CRC.
Robert Altamore has joined the CRC as representative for RCC 3 following the resignation of Vaughan Roles.

Jodie Hoger has joined the CRC as representative of the i-access Client Advisory Committee.

Bill Jolley has been reappointed as representative for the SEDA Client Advisory Committee.

All new members were welcomed to the CRC.

2. National Contact Centre (NCC) Report
Minh Nguyen, NCC Manager provided an oral report to the CRC.  
Clients are recognised as Vision Australia’s (VA) most important stakeholders and the NCC is important in this regard.  There are two teams, the First Contact Team and the Information Team, both of which have had additional resources allocated to address issues around waiting times.  23% of NCC staff are blind or vision impaired, which is higher than the overall organisational percentage.  Minh Nguyen acknowledged issues clients have been facing around the extended time spent on hold and their difficulty in speaking with staff members as they are often unavailable. He is investigating an internal service level agreement to ensure staff members do respond to messages, as well as having multiple staff contacted when appropriate, to increase the chance of the client’s call being immediately addressed.  He is also investigating assigning call receipt numbers to all calls handled by the NCC, and this could include emails.  The NCC is building relationships with departments to gain knowledge around staff work patterns, and are considering obtaining mobile phone numbers for staff who are regularly out of the office.  It isn’t possible with the current technology to automatically record how long clients are initially on hold for, although this would be useful information.  It was clarified that email addresses can be captured by the NCC from emails sent to them from clients, however there may be privacy issues around doing so.  Currently some local offices are completing their own initial intake, however it is expected that the NCC will return to doing the bulk of all intake in the near future.  
3. Email use by clients
The CRC has previously discussed whether it would be possible to increase the percentage of clients who choose to receive communication from VA by email.  Gerard Menses, CEO, requested the CRC use their networks to encourage clients to provide email addresses, and assure them they will not receive solicitations from VA if they do not wish.
4. Client Communication
Communication with clients has been discussed by the CRC at several previous meetings.  Ashley Woods, National Marketing Manager, has completed a proposal that identifies eleven different strategies which together address issues around frequency of communication and local relevance.  This proposal will be circulated to the CRC.
5. Adaptive Technology Service Model
The CRC noted that changes to the adaptive technology service model mean that VA staff will no longer provide in home support to clients, as was previously available in Victoria.  Gerard Menses noted the extensive consultation conducted by VA with the CRC regarding this matter before the changes were implemented.  He clarified that the new model delivers service in client homes in NSW and QLD as well, through mainstream suppliers recommended by VA.  This extends the service to other states, raises awareness of adaptive technology in the general community, and frees VA resources to provide other forms of Information Technology support, including the Helpdesk.  Clients are not charged by the mainstream supplier.  If a client is unable to receive service from a mainstream supplier VA would provide the service directly.  It was noted that VA has a special obligation to clients who have purchased hardware directly from VA.  While clients should contact the Helpdesk for clarification, a document explaining what the Helpdesk can assist with will be made available to clients.

6. Local Office on the North Side of Brisbane
The CRC noted that a permanent single office on the north side of Brisbane would be highly desirable.  VA management agreed that multiple sites are necessary in both Sydney and Brisbane, however redevelopment of the SEDA Kensington site as it is currently storm damaged and inadequate, and a regional QLD office are higher priorities.  Regarding transport to the Coorparoo site, the QLD government stated an interchange 500 meters from the new office would be completed before it opened, however this has not occurred.  VA is developing strategies to address this.
7. How to Engage with Local Client Groups
The Region 3 Local Client Groups (LCGs) are currently struggling, particularly in Canberra due to a proliferation of blindness organisations and groups in the area.  It was recommended that RCCs continue working closely with regional VA managers to increase engagement from clients and staff.
8. Forster Clinics
VA outreach clinics occur once a month in Forster from Newcastle, however existing clients and LCGs aren’t always informed of them, and would like the opportunity to maximise the use of these clinics.  VA management agreed that this was an important issue.
9. Parent Issues
Rosemaree Wills, as representative of parents of children who are blind or vision impaired, suggested VA do the following:

· Implement regular family seminars on the impact vision impairment has on the child, family and siblings.

· Develop a reference base of facilities and resources that are available to a child with a vision impairment.

· Develop educational resources to assist families to better advocate for their child.

This was noted, and it was suggested R Wills raise these issues through the Children’s Services Advisory Committee, of which she is a member.

10. Watch and Clock Batteries
Gerard Menses confirmed that clients can now have their watch and clock batteries changed by VA staff.

11. How to Mobilise Clients
VA would like to become a more effective advocacy and human rights organisation.  VA understands clients are a huge resource and would like to use them in campaigns.  Gerard Menses, CEO, requested suggestions on how to do this from the CRC.  CRC members will consult with their networks and provide advice to VA management on this issue.
12. Reconciliation Action Plan
The Indigenous Working Group, a subcommittee of the CRC, has recommended that VA implement a Reconciliation Action Plan.  The report on the Reconciliation Action Plan was unfortunately delayed due to a number of reasons and did not come to the Executive until after the majority of the work on the Strategic Plan was completed.  The importance of VA handling the Reconciliation Action Plan appropriately was noted, and the Executive is now reconsidering whether it can be included in the Strategic Plan for the organisation.  It was also noted that having a traditional welcome when the Coorparoo site is opened, and having an accessible aboriginal map would assist with improving relations.  It was decided to extend the terms of reference of the Indigenous Working Group pending the outcome of the Reconciliation Action Plan.

13. Complaints Report
There was a significant increase in the number of complaints received over the last quarter, compared to the same time period last year.  The only trend identified are those that relate to the National Contact Centre.  The General Manager of Policy and Advocacy will be meeting with National Contact Centre management to discuss this.
14. CEO Report

There may be information available in the near future regarding VA’s relationship with Bookshare.  VA is still waiting on a response from FaHCSIA regarding the tender for alternate format production.  
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